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Abstract 
The research starts with the question that how industries endeavor towards operational excellence. This research believes that 
sustainability of any industry is highly affected by operational excellence. This research aims to explore how industries achieve 
operation excellence and what employees of Nepalese industries take operational excellence. Research is based on primary and 
secondary data. In the research it is believed that participants’ own social experience on worth of the goods or service in terms of 
timely delivery, reasonable price, speed, and specifications has great meaning. Therefore, methods of study include theory of social 
constructivism based on the in-depth interviews with some industrialists, businessperson and bankers located at Kathmandu valley. 
Nevertheless, the research has not left to enquire with employees of the industries of industrial states about the benefits of 
operational excellence, state of its easiness/difficulties to apply the principles and states of their practice. In the research the 
researcher's subjective values, and intuition, also has been duly considered.     
© 2015 The Authors. Published by Elsevier Ltd. 
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1. Introduction 
Surprising works related to operational excellence of Japanese manufacturers in late centuries attracted many 
organizations in the world towards that. Operational excellence is the state of any business organizations that the 
organization achieves through the development of innovation and technology in the product and service development 
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and distributions. The organization reaches to this level through the inception of continuous improvement 
methodologies on its every value adding activities for the satisfaction of customers.  An organization can sustain only 
if it becomes effective, which means can produce results. For giving best results, there require excellence in internal 
organizational process of production and its delivery to the customer with high score of satisfactions. Often this 
internal production process is understood as operational excellence. Customer satisfactions are determined by how 
organization processes, produces, and makes delivery to the customers. Any strategies formulated are materialized 
through the operation process so many scholars and companies have started to believe operational aspects of the 
organizational plan is most challenging to handle. Therefore, in the later days, there have been developed many 
innovations in procurement, manufacturing, and service and distribution system in different types of industries as 
regards to making organizations more responsive towards customers, which made some of the organizations most 
successful and consequently, these practices are spreading all over the world.  
2. Research questions and purpose 
This study tries to explore how the organizations have perceived operational excellence in Nepal. Specifically tries 
to reveal is it beneficial, can it be achieved by the organizations easily, and have the organizations practiced the 
processes for achieving operational excellence. What components are important for achieving this excellence? What 
processes are to follow for operational excellence? 
3. Methodology 
3.1 Sources of information 
The study adopts both primary and secondary data. Secondary sources of information used in this study are 
extensive review of literatures related to operational effectiveness, operational efficiencies and operational excellence. 
Moreover, the primary data sources are the employees of some of the organizations located in industrial estates.  
3.2 Instruments 
Instruments used in the study is questionnaire. The questionnaire consisted of three parts: perceived benefits from 
operational excellence, easiness/difficulties to use operational excellence tools, and status of application of operational 
excellence tools.  Randomly, the questionnaire sets were distributed to five employees of 30 organizations each located 
at industrial districts of Kathmandu valley. Responses were received from 144 employees. The model and types of 
questionnaire is adopted from the study report of Bloomberg BusinessWeek Research Services, 2012, which had used 
this type of instrument while doing extensive survey on operational excellence, previously used this instrument.     
4. Review of literature 
Researchers and management consultants are in the opinion that operational excellence can be achieved. For 
example, Berg, (2014) has investigated and presented some measures for operational excellence. They are creating a 
process master, prioritizing processes, creating process models, performing root cause analysis, assembling a process 
improvement team, addressing top 2 – 3 causes, and re-measuring.  Similarly, Chris Arnold & Jerry Koch have 
presented 10 steps to improve operational efficiency. These are (1) Knowing the operation, (2) giving much emphasis 
on training, (3) realizing people are most important assets, (4) fulfilling orders of the customers timely, (5) improving 
customer service, (6) removing  barriers to success, (7) raising the bar, (8) reviewing process, (9) benchmarking and 
(10) making system a powerful mechanism.  
The authors and scholars of operation management like, Leong et al.,(1990) have been focusing their attentions to 
some structural and infrastructural aspects of strategic decision areas, where structural aspects covered the areas 
related to facilities, capacity, technologies for processes of work, and network of suppliers. Likewise, infrastructural 
aspects cover planning and controlling related issues, quality related issues, organizational related issues and human 
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resource related issues. The right combination of people related components and physical facilities help the operational 
management to contribute more to operational excellence.     
4.1 Organizational Sustainability 
Organizational sustainability is most commonly understood as the state of organizational capability to meet 
customers need. Management of successful organizations is proactive regarding sustainability development. For 
sustainability organizations outfaces many of its issues related to identification, developing short-term plans in 
congruent with long-term plans, a consistent and reliable funding system, employee development and empowerment, 
and internal processes of decision-making.    
4.2 Organizational Efficiency and Effectiveness 
An organization’s operating excellence is linked with organizational efficiency and effectiveness.  In the 
competitive environment, every organizations are under the intense pressure reducing cost without decreasing volume 
of output and quality, often termed as efficiency. When organizations become efficient in reducing waste of time, raw 
materials, unnecessary processing, and energy used in transportation, storing, and operating plant then the state of 
organization efficiency is generated (Booz Allallen, 2014).  And when organization achieves its long term goals 
through increased customer satisfactions and proves its reason of being then this state is called effectiveness. 
Operational excellence assures both.  
Boozallen.com emphasizes on process improvement plans and recommends aligning its business purpose and 
improving operations and performance through a range of capabilities and leading-edge approaches. Instances of these 
approaches are business process reengineering, knowledge management, strategic sourcing, shared services, and lean 
six sigma. Booz Allen also develops proprietary process improvement tools and methodologies, including Mission 
DNA and ProcessQuick™, to help clients operate more efficiently and effectively. 
Operational excellence defines measures, analyze, improve and control the operations to be performed by 
organizations for their effectiveness in terms of what, and why, type questions.     
What is operational excellence? It is doing things well to provide competitive advantage. These are safe operation, 
reliability, product quality, efficiency, management of change, environment (Honeywell Users Group 2009). 
Why operational excellence is to be achieved?  To these questions the answers are sought by researchers and 
practitioners. In a research, Gillard (2001) listed the enormous reasons. According to him, fifty percent of the 
organizations apply operation excellence efforts for stopping shutdowns and slowdowns, fifteen percent for reduces 
costs, ten percent for increasing productivity and rest for capacity increments, their utilizations and rational use of 
energy.    
What are the reasons of operational failure? The main reason is going out of the track of the process of operational 
excellence principle. Operational excellence ensures an effective management in abnormal situations. The reasons of 
operational failures are operating out of range (76%), improper installation (2%), improper materials (2%), improper 
maintenance (5%), number of defects (5%) and improper design (10%) (Kosaric, Namik; Petronas. Defect 
Elimination, Conference. 2005.) The process of operational efficiency is presented in table 1. 
Table 1: Process and support of operational excellence 
Process How it is supported (application and support tools) 
Alignment  and Awareness Through instructions and notices.   
Operate Correctly Training and simulations games 
Operate in Design Envelope Boundary Management, Alarm Management 
Operator  surveillance Through interaction with operators 
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Operations Tasks Logbook 
Solve Specific Problems  
Task performance  Operations Monitoring, KPI*** Manager, Yield Accounting, Reports 
*= UniSim Operations Suite is a dynamic plant simulation system that allows users to accelerate knowledge transfer 
by consolidating an entire lifetime of experience into a concise process-training curriculum. 
**- American Society for Micro biology ASM 
***= Key Performance Indicators (KPIs) 
Intela Trac PKS is a software for gathering Real-Time Field Data, Increase Asset Life and Improve Employee 
Safety 
Source: Return on Imagination Honeywell Users Group, 2009, Chris Stearns, Operations Excellence 
The paper of Clark, Martin, Piper, & Windust (2011) suggests that organizations can attain the operation excellence 
by maximum control of assets considering probable effects of environment and safety measures; side by side there 
needs to reduce consumption of energy and materials; balance assets availability and their utilizations and empowering 
people for fullest performance from their side.  
Operational excellence has greater impact on customer retention. Operational excellence programs try to receive 
detail information about the customer experience and know how frontline teams are interacting and up-selling to 
customers, how competitors are dealing with the customers. This leads to increase in satisfying customers. It is well 
established that satisfied customers are important communicators for attracting more customers and when satisfied 
they turn to the loyal customers to be the assets of the business.     
European Financial Management Association (EFMA) holds conferences every year to address the situations of 
operational failures and help to enhance the operational excellence and efficiency. It argues that risk built up 
endogenously during the crisis as market participants tried to preserve the moneyless of money market instruments 
4.3 Impact and effect of operational excellence  
The literature shows significant impact of the operational excellence. The impact (outcome) has been categorized 
into four groups by Russell, (2009): Breakthrough Results, Operational Results, Organizational Benefits and No 
Benefits.   
Russell (2009) states that operational excellence can be attained by linking operational activities of the 
organizations with strategic goals. For example, increase productivity is the strategic goal of the industry, and then 
financial objectives can be reduce cost and increase use of assets. The customer objective to support this financial aim 
could be “Low total cost,” “Perfect quality,” and “Speedy, timely purchase”. Further strategic objectives can be 
developed to support customer objectives, such strategic objectives can be   “develop supplier relations,” “produce 
products and services,” “distribute to customers,” and “manage risk.” All these can be achieved three important 
resources: human capital, informational capital (Technology that facilitates process improvement) and organizational 
capital (Culture of continuous improvement). 
4.4 Steps of operational excellence 
Decker(2005) indicated four steps of operational excellence. According to him finding the organizational internal 
needs, matching with existing practices, searching alternative ways, and defining a model and practicing it are these 
steps. This steps work as cycle, and becomes a continuous process.   
GE Intelligent Platforms, Inc. (2010) has presented a journey of achieving excellence for consumer product 
manufacturing.   
Figure 2: The operational excellence journey 
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Activities Process Overall equipment 
effectiveness 
Regimen  




Result  Drive machine  
efficiency from  
50% range to  
70% range 
Drive line  
efficiency from  
70% range to  
80% range 
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efficiency to  
85% range 
Drive plant  
efficiency to  





efficiency in  
high 80% range 
Op/Ex= Operation Excellence, OEE= Overall equipment effectiveness,  
Source: GE Intelligent Platforms 2010 
The Shingo Prize (2013) has given a guiding principle of operational excellence. This principal emphasizes a 
distinct culture that inherits thinking and behavior of members of the organizations.  
Figure 1: The guiding principle for operational excellence 
 
Source: The Shingo Prize for Operational Excellence | Application Guidelines, (2014) 
In process industry there are some pressures- Need to reduce operating costs, Need to reduce process , operations 
variability, Global competition from low-cost sources, Regulatory compliance (FDA, EPA, OSHA, EU), and Inability 
to meet market demands. 
Cognizant, (2011) has given three steps model of operation excellence in process industry. The three steps, which 
begins with planning of production and control, then flows to implementation, and assessing the effectiveness of the 
works for bringing improvement. These steps works continuous process where efficiency of planning of the production 
and execution both are assessed.   
5. Result and discussion 
In order to know, how the employees of Nepalese organizations perceive operational excellence, a survey was 
conducted. The result is displayed in Table 2, 3 and 4.  
How important is each of the following programs that may be in place by your employer to improve operational 
excellence? On a scale of low, medium or high priority, with 3 being high. 
Table 2: Employees perception on the important of operational excellence 
  low medium% high% 
1 Improving operational safety via risk management 0 20 80 
2 Improving the safety of product components 0 15 85 
3 Reducing waste and rework 0 11 89 
4 Reducing energy use in transport 0 30 70 
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5 Improving the administration of safety activities 0 40 60 
6 Improving sustainability information collection 0 10 90 
The Table 2.1 displays that majority of the employees of industries(60 to 90%) believe that operational excellence 
provide them high benefits in operational safety via risk management, waste and rework, safety product components, 
reducing energy in transport, improving sustainability, improving administration of safety activities.  
Please evaluate your organization’s current capabilities to easily administer the processes concerning each of the 
operational objectives listed. (Percent agreeing it is easy.) 
Table 3: Employees perception on the organizations’ current capability to administer operational excellence 
  It is easy% Not 
easy% 
1 Reducing energy use in transporting people, raw materials and finished goods 60 40 
2 Improving the safety of the components of our products across their lifecycle 58 42 
3 Improving the collection of sustainability-related information about operations for reporting both internally 
and to voluntary organizations 
55 45 
4 Reducing waste and rework 64 36 
5 Reducing energy use in manufacturing processes and other operations 50 50 
6 Improving the safety of our operations via better understanding, control and reduction of risks 67 33 
7 Improving the administration over product safety-related activities such as compliance, reporting and labelling 67 33 
In the inquiry, that can their industries with current capability introduce operational excellence measures without 
any difficulty. Majority answered this question with ‘yes’.  They can proceed to the movement of operational 
excellence without difficulties.  
 
A. Please evaluate your organization’s status whether these are practiced or not. 
Table 4: Employees perception on the issues of practice of operational excellence 
  Practiced% Not 
practiced
% 
1 Reducing energy use in transporting people, raw materials and finished goods 30 70 
2 Improving the safety of the components of our products across their lifecycle 34 66 
3 Improving the collection of sustainability-related information about operations for reporting both internally 
and to voluntary organizations 
40 60 
4 Reducing waste and rework 40 60 
5 Reducing energy use in manufacturing processes and other operations 45 55 
6 Improving the safety of our operations via better understanding, control and reduction of risks 55 45 
7 Improving the administration over product safety-related activities such as compliance, reporting and labeling 55 45 
  
In the enquiry that have their industries, the operational excellence steps practiced. The answer to this question is 
‘not practiced’ by mostly.  It means employee perceptions towards industrialists in this regard is not positive. This 
indicates that employers do not want to install measures for safety, and reducing energy.    
According to the employees employers do not want to make efforts even things are not difficult and industrial 
capability is adequate. Enquiries with the industrialists were made regarding the responses of the employees, to which 
they answered that employees do not know the real situations. Their responses are different from that of employees. 
This has necessitated that employer and employee do sit in one place to discuss the issues of operational excellence.       
Operational excellence largely depends upon internal environment and external environment. Internal 
environmental strength like, ability of leadership and human resources, sources of finance, organizational culture can 
be developed to achieve the competitive advantages which in turn  leads to sustainability of the organization. External 
environment like political, economic, technological, and social environment are to be understood critically and 
organization should recognize and seize the opportunities and minimize the threats arising from such resources for the 
organizational success. Most important internal factor of any organizations is leadership because its styles and 
approaches can be the source of better culture, congenial climate, and effective communications that motivate people 
in the organizations. Business decisions and directions are the result of development of leadership and his/her devotion 
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to the organization. Cooperative attitudes among employees, talented, hardworking and creative employees are the 
assets of every high performing organization. Competitive forces affect the business in varying degree from the 
existence of few competitors of concentrated industry to the enormous competitors of large industries. Business must 
know this so that essential move the organizations can take to compete them. Socio-economic, legal or ethical, political 
and technological are some factors that make organization compete to decide congruently with these factors.  
6. Conclusion 
Operation is that important phase in total business when the goods and services are prepared looking into 
customer’s choice of interest. Any improvement made in this stage has effect to both the internal and external aspects 
of the business. Organization can reduce the cost, produce more (increase internal efficiency), satisfy, and attract the 
customer (external efficiency). 
Organization can achieve operation excellence by bringing improvement in the process of operation. Increase the 
attributes in the product and service based on the customer’s preference by managing waste of different resources. 
Several authors, business groups, industries are continuously involving themselves in the effort of performance 
excellence.      
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